This article reports the results of research of public service quality reform initiatives in Lithuania and Finland. Research reveals that quality management has been in vogue within the manufacturing sectors of both countries for several decades. The service industries have made heavy investments in this area. There are also major initiatives from the public sector to improve quality. This paper examines and compares the development of reform conceptions and programmes in terms of institutional interest and power positions. It demonstrates that the initiation and progress of reform initiatives were determined by
INTRODUCTION
Modernization of public administration and realization of the satisfaction of the needs of citizens as customers of public sector services can be expressed through the prism of quality management. Therefore, initiatives of quality management may have influence on real changes in the public sector which are important not only for the achievement of a more effective functioning of public organisations, but also for the raising of trust in civil service in principle. Nevertheless, instruments of quality management can also be employed solely for the appearance of changes in public sector processes which will include wasting of both material and human resources.
Thus, it is worth exploring whether appropriate conditions are being created for the development of quality management initiatives on the plane of public administration. In order to best analyze the problems of the application of quality management in the Lithuanian public sector, the Republic of Finland has been chosen for comparison, because it is the country that public administration theoreticians label as a leader in the application of reform models in Europe.
Therefore, the aim of this work is to explore the problems of the employment of quality management initiatives in the sectors of public administration of Lithuania and Finland.
In order to achieve the aim of the work, the following tasks have been set:
1. To investigate reasons and incentives for the application of quality initiatives in the public sectors of Finland and Lithuania; 2. To examine the interests of actors from the aspect of the application of quality initiatives in Finland and Lithuania.
Description of research methods
In order to accomplish the proposed tasks, the method of qualitative data analysis, and semi-structured interview, has been used. This research method has been chosen for the purpose of achieving greater consistency in addressing the problems at hand.
Specific research questions have been formulated to specify and deepen each
of the more general questions. In asking the questions provided below, attempts have been made to explore not only expressions of quality initiatives, but also reasons for decisions and the contexts of that decision-making.
Essential criteria for the selection of experts involved work practices in applying or analysing/assessing quality systems. It was decided that a semistructured interview had to be conducted with Finnish and Lithuanian politicians of
Introduction of the Conceptual Method
The tasks of the analysis of qualitative research data and the problems chosen are complex enough; therefore, conceptual tools have been employed. In 2 The choice of institutions in the capitals of both countries was determined by the factor that both in Vilnius and Helsinki there is an institutional network that forms or in other ways influences the spread of quality management in national administrative fields.
Such an atmosphere of institution contention is reflected in the so-called administrative or organisational field. The organisational field itself is the totality of organisations (institutions) that interact in a system of common functioning and which contest affecting one another more frequently and more fatally than actors who are outside the boundaries of the field. Building on DiMaggio and Powell"s observations, W. Richard Scott maintains that "the organisational field reflects organisations within it which constitute the common recognized arena of "institutional existence": they involve main suppliers, agencies carrying out the regulation and other organisations providing similar products or services". 4 Consequently, the administrative field embodies a specific environment of the spread of quality initiatives which has institutional boundaries and where interacting institutions create influence on the configuration of quality management instruments on the plane of public administration.
Another concept employed in this work through the prism of institutionalism is the interest, as each institution has not only powers, but certain interests typical of each institution individually. Although, according to J. G. March and J. P. Olsen, the subjective conception of an institution"s interests has to coincide with proper interests, i.e. the ones objectively serving the public, whereas unreasonable priorities and interests should be identified and ignored. 5 However, the priorities of actors who are rationally interacting in the administrative field have the tendency, more or less, to be self-seeking interests. 6 In their own turn, the individual preferences of institutions are not stable, as institutions are constantly motivated to form their choices according to the "pleasure-based benefit" and financially survive, but to prosper in the administrative field will seek to apply strategies practical to them and which also help to realize the individual interests of each institution.
Nevertheless, each institution has different possibilities for realizing its interests if each of them has the disposition of unequal powers that are delegated to them by the legislation and which form relationships among actors of the administrative field. Probably the most significant expressions of institutional power involve the legitimacy of institutions, funds (financial power) and autonomy.
Legitimacy is related to the formal and constitutional (legal) power of institutions to operate in the way it is authorised to them legally. To institutions, funds (financial resources) constitute a very important leverage not only when seeking the realization of their own goals and interests, but also when "trying to survive, prosper and grow". 8 Autonomy or, in other words, freedom of institutional action, also gives them powers with the help of which institutions are able to realize certain objectives and form preferences and priorities.
Moreover, institutional powers are linked to an individual limit of action of each institution that implies a particular space where it is legally determined for an institution to operate and perform their functions. In other words, this is the division of responsibility among institutions, each of which has a collection of different rules. 9 Thus, every institution as a rational actor operating within its individual limits of action of the administrative field and having the disposition of certain powers will seek to realize and self-seeking interests of its institution.
The implementation of such self-seeking interests is also ensured by institutions through inter-institutional deals (with other actors of the administrative field) successfully concluded and favourable to them. In their turn, interinstitutional deals themselves determine a necessary means when aiming at the spread of processes of effective external changes. 10 Nonetheless, J. E. Lane doubts whether concluded institutional deals reinforce the possibility that the public sector will find and implement the best solutions, as the rising of difficulties of public administration and public management is influenced by uncertainty and opportunism lying in relationships of actors of the administrative field. 11 Therefore, institutions as rational players aiming at quality initiatives of changes emerging It is evident that the development of deals advantageous to institutions of the administrative field is closely related to the disposition of certain information among institutions. Therefore, in the administrative system with a competitive shade, information is an instrument of strategic actors. 12 Institutions cannot avoid problems related to information, since knowledge which can turn out to be of service to the fulfilment of interests of some actors is not neutral or objective. 13 Thus, information may be correct or false, but, in any case, it always serves a particular purpose. Although actors may provide accurate information about their choices, they would not usually behave in this way unless they acted tactically.
Hence information itself is a game or a ploy and it tends to be self-seeking, except in those cases when and in so far as the structure of the ploy allows honesty which is a necessary tactic. 14 In other words, information constitutes a significant trump card which tends to be used by institutions in their interrelationships under certain considerations favourable to them. Finally, the formation of administrative changes can be also influenced by unforeseen and accidental events, factors and circumstances the importance of which may turn out to be decisive for the "birth" of particular quality initiatives.
12 James G. March and Johan P. Olsen, supra note 9, p. 10. 13 
THE CONTEXT OF INTERESTS IN CHANGES OF THE PUBLIC SECTOR
The summation of qualitative research data has shown that ideas of NPM 20 The purpose of this experimental project was to determine the applicability of the ISO series of standards in improving the quality of municipal services 21 and to prove to the municipalities that quality systems are not high-cost for organizations and that a positive attitude towards quality determines the efficiency and productivity of public services. 22 Thus, it is evident that accidental circumstances (the unplanned conversation at the airport) in Finland was that factor which contributed to the situation that during an especially short period of time a great involvement in quality initiatives occurred in public organizations. In addition, findings of the carried qualitative research show that ideas or visions generated by officials of the country and publicly declared instantaneously receive the support from other officials of government institutions (it would be difficult to agree that the same practice has also spread in Lithuania) when realizing quality initiatives in practical activity. In its turn, the mode of the applicability of the ISO standards in Finnish municipalities symbolizes that quality models are not initiated on a broad scale, but in order to assess possibilities of the application of quality initiatives in the country"s public sector they are introduced in a pilot way. 19 Public organizations wishing to participate in the pilot project of the implementation of ISO 9000 standards had to fulfil the following requirements: they had to be from different parts of Finland (the truth is that this criterion was not fully fulfilled, as public organizations of Espoo and Vantaa were selected, the cities that appear in the Helsinki region) and representatives of different sectors; within the organization they had to have a representative who was responsible for the spread of quality; and organizations had to be selected from both large and small municipalities according to the size of population. Nonetheless, in Finland, on the basis of the already mentioned case of the ISO 9000 pilot project, it can be noticed that the initiation of quality models has also received support from officials of the administrative apparatus. Generally speaking, the respondents chosen for the qualitative research in Finland were inclined to maintain that in the country the attitude of civil servants towards administrative reforms was especially constructive not only when aiming at changes, but also in terms of the fulfilment of that through a close collaboration. This is proven by the forum "Administration club" (fin. Hallintoklubi) that exists in the space of Finnish public administration and where public officials meet to discuss questions of administrative reforms.
Meanwhile a potential application of the CAF model in the system of the Finnish public sector was also supported by administration representatives who, in their work activity, were generating new management ideas in the public sector. As it emerged during the qualitative research, the Counsellors at the Public European Union (in autumn of 1999) coincided with the period when the CAF was being especially actively created, so officers of the country"s administration were being notably involved into the process of the CAF formation. 29 Therefore, it is possible to maintain that, both in Finland and Lithuania, visions for quality systems of some representatives of the administrative apparatus contributed to a more rapid rise of them in the national public administration systems of the countries.
Moreover, the qualitative research carried out has revealed that, in Lithuania, among senior bureaucrats one obvious leader appeared who was an active supporter of the CAF simply by herself. Whereas, in Finland, the bureaucratic apparatus was impelled to get involved into not only the creation of a new EU quality initiative, but also the support of it by an objective circumstance, Finland"s Presidency of the whole EU during a decisive period of quality initiatives when fundamental preparatory work for the CAF model was being carried out.
Moving on to the analysis of the influence of the political layer on innovative Thus, in Finnish coalition governments members delegated by each party to such a Working Group of Ministers have had the possibility to express the position of their fellow party members on innovatory public sector initiatives constructively seeking for a common denominator, which determined that a strong backing from the political level helped public sector initiatives to quickly achieve goals of the public sector modernization. After the implementation of this reform, Canadian and Lithuanian public administration experts who had once again conducted an assessment of the reform indicated that Lithuania"s efforts to implement strategic planning were recognized on an international level and considered to be a good example to other countries.
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Therefore, on the grounds of this case, it is possible to note that, considering other innovatory public administration reforms and applying new quality initiatives, it would be to the purpose also to invite competent foreign experts asking for their consultations or contribution to research. However, building on the contemporary practice of the application of innovations in Lithuanian public administration, it has to be stated that the influence of foreign experts has been very fragmentary.
To sum up this section, both in Lithuanian and Finnish practice, the spread of quality initiatives "has been promoted" by certain unforeseen and accidental circumstances. However, when initiating the models of quality management, as findings of the qualitative research determine, in Finland, during the implementation of the ISO standards in an organized way the experimental (pilot) project was employed; whereas, in Lithuania, the CAF was adopted in the so-called manner of copying. Also, both in Finland and Lithuania, visions for quality systems of some representatives of the administrative apparatus contributed to a more rapid rise of them in the national public administration systems of the countries.
Furthermore, the qualitative research carried out has revealed that, in Lithuania, among senior bureaucrats one obvious leader appeared who was an active supporter of the CAF simply by itself. Whereas, in Finland, the bureaucratic apparatus was impelled to get involved into not only the creation of a new EU quality initiative, but also the support of it by an objective circumstance, Finland"s Presidency of the whole EU during a decisive period of quality initiatives when fundamental work for the CAF model was being carried out. Analysing the contribution of the political elite to innovatory ideas in the public sector, it can be noticed that Finland displays not just a unanimous attitude towards changes, but its 39 Andrius Kubilius, supra note 37. 
INTERESTS OF ACTORS IN THE FINNISH AND LITHUANIAN

ADMINISTRATION FIELDS OF THE APPLICATION OF QUALITY INITIATIVES
Proceeding with the analysis of actors" interests in the Finnish administrative field of the application of quality initiatives, it should be recalled that actors of the field under legally delegated rights in their interrelationships appear to be very independent each from the other. Besides, the application of quality initiatives in Finland has never been of an obligatory character. Speaking about the most distinct actors of the administrative field who form the quality policy it would be difficult to distinguish one institution. In this northern country, in the context of the quality policy, rather the diarchy predominates. In other words, when forming the quality policy the greatest influence is exerted by the Ministry of Finance and the Association of Local and Regional Authorities.
Although, at first glance it would seem that the powers of these institutions should be unequal, for the Ministry of Finance as a central government institution naturally it would have to "order the music" in the quality policy. However, historically it has been established that in Finland local government system is much decentralized, i.e. there are a great many municipalities (452). In its turn, this determined the formation of a favourable environment and the emergence of the need to rise for a separate institution, the Association of Local and Regional
Authorities which could coordinate common projects of the municipalities and to prompt them to focus their activity more on the implementation and satisfaction of citizens" needs. It is worth mentioning once again that the Association of Local and
Regional Authorities was the first one in Finland to speak about the spread of quality management models in the public sector. As the data from the qualitative research has showed, this institution was the principle catalyst disseminating should ground their activity on quality management models in order that they would not only more quickly get out of a deep economic depression, but would function together more effectively and would more satisfy citizens" expectations.
"While the then financial depression was really not ridiculous", continuing the idea in a notably serious vein S. Sunquist adds that municipalities are those last institutions that directly provide services to citizens; therefore, the objective of the institution of local and regional authority is to prompt municipalities to focus their activity on the fulfilment of citizens" needs, and it is that institution which has to offer "something" with respect to quality assurance. and we suggest for public institutions to choose at their discretion the most acceptable to them quality instrument; but we have to be honest, as the CAF is exclusively intended for public organizations, therefore, there are no companies that will support it and, consequently, we have to carry out this work". 42 In other words, it is possible to presume that having concentrated on an entirely new spread of quality initiative that is intended for public organizations alone, which makes the CAF exceptional and attractive, the Ministry of Finance has employed the CAF as a means that would help to consolidate its powers and positions in the administrative field of the spread of quality initiatives. 42 Katju Holkeri, supra note 16. each actor is trying to achieve not only public, but also different interests characteristic of its institution alone. Probably, this can also account for the development related to institutional competencies.
However, when it is convenient for institutions of the administrative field they turn inter-institutional deals and communication relations to their own advantage. 45 Ibid. 46 Katju Holkeri, supra note 16. 47 As it has been already mentioned, although the CAF and EFQM models for the greater part are similar (after all the CAF was created on the basis of the EFQM model), however, in order to win a national quality reward in Finland, public organizations should have implemented the EFQM quality model. 48 Timo Tulonen, personal interview, April 9, 2008.
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To illustrate, the Ministry of Finance and the Association of Local and Regional
Authorities have been successfully collaborating, jointly issuing important national documents related to the spread of quality in the public sector. Thus, forming the policy of quality management institutions also aims at personal interests to consolidate their influence with regard to actors of the administrative field.
Hence, although in the previous section it has been observed that the Finnish administrative field of the spread of quality initiatives is "transparent" and favourable for a constructive dialogue, due to the effect of individual institutional interests to expand one"s competence and powers, actors of the field get involved into at first glance a hardly discernible contest. In its turn, the formation of quality initiatives in Finland is related to the public interest. For instance, the Ministry of Finance simply suggests and encourages public organizations to employ quality initiatives. The impression can be made that institutional interests are pilot try-outs that later would stimulate more extensive changes of a broader scope. Thus, the Ministry of Finance does not seek to influence quality changes in a centralized way, but rather to achieve this through the indirect coordination of the process of quality spread and stimulation of changes. 53 Ibid. 54 Ibid. 55 Besides, the competence of "Uolektis, Ltd." in quality management questions is validated by the fact that its representatives already in 1996 took participation in the preparation of the Lithuanian national quality programme. In addition, the Director of "Uolektis, Ltd." Dr. Alma Žemaitienė is an expert of the Lithuanian National Quality Prize Competition. Also, organization"s clients put trust in "Uolektis, Ltd.", because their long -time partners include the German company "TUV Uolek". In the context of the administrative field of quality initiatives, the influence of Uolektis, Ltd. is also being strengthened by the situation that this company, established in Kaunas, has expanded its activity on a national scale:
INTERESTS OF ACTORS IN THE LITHUANIAN ADMINISTRATIVE
FIELD OF THE APPLICATION OF QUALITY INITIATIVES
Since we are an initiator of the spread of quality initiatives in the country providing services of such a nature, having accumulated sufficient experience, we are working throughout Lithuania. Moreover, the market of quality initiatives is not characterized by just a regional nature. 62 During the qualitative research Povilas Vanagas acknowledged that the Department of Quality of Vilnius University is a very "strong" field player and Juozas Ruževičius -an especially competent quality management specialist (ibid.). 63 The Lithuanian Quality Management Association was established in 2001 and one of its fundamental goals is to help institutions of country"s management and public administration to improve the quality of their activity in the best way that would ensure the satisfaction of citizens" needs at the lowest costs. 
